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DETAILED ACTION 



1 . Applicant's amendment filed on November 1 1 , 2005 has been entered. Claims 
1,13, 20, 29, 38 and 39 have been amended. No claims have been cancelled. No 
claims have been added. Claims 1-39 are still pending in this application, with claims 1 , 
20, 29, 38 and 39 being independent. 

Claim Rejections - 35 USC § 103 

2. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

3. Claims 1-39 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Scherer (U.S. 6,137,870) in view of McFarlane et al. (U. S. 6,704,410). 

Regarding claims 1 , 20, 29, 38 and 39, Scherer teaches in an automatic call 
distribution system (fig. 3B, item 166) adapted to connect a telephone call of a caller 
(Fig. 3A, item 130) to one of a plurality of agents located at an agent station (fig. 3B, 
item 148) through a public switched telephone network (PSTN) (Fig. 3B, item 166), a 
method of repopulating call information identifiers received from the PSTN, the method 
and system comprising the steps of: 
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Receiving the incoming telephone call from the PSTN, transferring the incoming 
call to a voice response unit (VRU), requesting, by the VRU, transactional data from the 
caller, receiving, by the VRU, the requested transactional data, routing the transferred 
call to the agent station (Col. 12, lines 35-39 and lines 45-60), 

overwriting at least a portion of the call information identifiers with transactional 
data corresponding to the caller, said transactional data defining repopulated data, 
transferring the incoming telephone call back to the automatic call distribution system 
from the VRU along with the repopulated data retained within the call information 
identifiers, routing the transferred call to the agent station, and displaying the 
repopulated data (col. 7, lines 24-60, Col. 8, lines 36-48). 

Scherer does not teach selecting an agent of the plurality of agents to handle the 
telephone call based upon a business reason derived from the received predetermined 
data while the telephone call resides within the VRU. The VRU transferring the 
incoming telephone call back to the automatic call distribution system from the VRU 
along with the repopulated data retained within the call information identifiers by dialing 
a telephone number of the selected agent or selected agent group using a hook transfer 
type of operation and routing the transferred call to the agent station of the selected 
agent. However, McFarlane teaches selecting an agent of the plurality of agents to 
handle the telephone call based upon a business reason derived from the received 
predetermined data while the telephone call resides within the VRU (Col. 4, lines 43-56 
and 59-62). The VRU transferring the incoming telephone call back to the automatic 
call distribution system from the VRU along with the repopulated data retained within 
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the call information identifiers by dialing a telephone number of the selected agent or 
selected agent group using a hook transfer type of operation and routing the transferred 
call to the agent station of the selected agent (Col. 5, lines 39-50). McFarlane teaches 
a system for automatically assigning dynamically generates data indicative of an agent's 
effective skill level by mapping the agent's experience skills into their ability to use the 
various automated resources that are required to satisfy the customer's request. The 
agent skill level associated with the use of a particular automated resource can be 
mapped to an effective skill level in a particular subject matter. Thus, it would have 
been obvious to one of ordinary skill in the art at the time the invention was made to 
incorporate McFarlane's feature into Scherer's system to selecting an agent of plurality 
of agent to handle the telephone call based upon a business reason. Selecting an 
agent of plurality of agent based upon a reason is very popular in ACD system. Also, 
transferring a call using a flash- hood is an old and traditional telephony method. 

Regarding claim 2, Scherer further teaches the VRU (Fig. 3A, item 1 38) is 
separate from the automatic call distribution system (Fig. 3B, item 166). 

Regarding claim 3, Scherer further teaches the VRU communicates with the 
automatic call distribution system through the PSTN (Fig. 3B, Telephone switch 166). 

Regarding claims 4, 21 and 30, Scherer further teaches a host processor (fig. 3A, 
item 152) operatively coupled to the VRU (Fig. 3A, item 138). 

Regarding claims 5-7, Scherer further teaches a database operatively accessible 
by VRU that is interactive and programmable so that the transactional data requested of 
the caller is capable of being modified (Fig. 3B, item 150). 
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Regarding claims 8, 22 and 31 , Scherer further teaches that VRU is interactive 
and requests the transactional data from the caller (Col. 21 , lines 50-60). 

Regarding claim 9, Scherer further teaches the caller provides the transactional 
data in response to the request by using a touch-tone keypad (Col. 21, lines 50-60). 

Regarding claims 10, 12-15, 23 and 32, Scherer further teaches the transactional 
data is selected from the group consisting of account number, credit card number, 
social security number, name and address (Col. 26, lines 45-48 and Col. 8, lines 36-41). 

Regarding claims 1 1 , 24 and 33, Scherer further teaches the VRU is operatively 
coupled to a voice recognition system (Fig. 3, item 138 and Col. 21, lines 50-60). 

Regarding claims 16, 25 and 34, Scherer further teaches the transactional data 
provided by the caller exceeds a storage capacity of the call information identifiers, the 
repopulated data is in the form of a customer record day corresponding the 
transactional data (Col. 7, lines 37-41 ). 

Regarding claims 17, 26 and 35, Scherer further teaches a host processor 
operatively coupled to the VRU, the host processor providing the VRU with the 
customer record key (Fig. 3A, item 138, 152). 

Regarding claims 18, 27 and 36, Scherer further teaches a database accessible 
by the host processor (Fig. 3B, item 150). 

Regarding claims 19, 28 and 37, Scherer further teaches the repopulated data in 
the form of the customer record key provided to the agent station permits the agent 
station to access customer data corresponding to the customer (Col. 25, lines 5-25 and 
Col. 13, lines 21-28). 
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Response to Arguments 

4. Applicant's arguments with respect to claims 1-39 have been considered but are 
moot in view of the new ground(s) of rejection. 

As to Applicant's Remarks, Applicant argues that Scherer does not provide any 
mechanism for routing a call other than by modifying a dialed number. Examiner 
respectfully disagrees for the following reasons: Scherer does provide mechanism for 
routing a call such as switch control link between a switch and an IVR. A call processor 
can route the caller through to the agents (col. 21 , lines 50-64). In addition, if a calling 
party is in need of speaking with another party other than the party who received the 
call, the caller's information may be transferred to the second call receiving party and 
neither the caller nor the first call receiving party will have to repeat the information (Col. 
28, lines 23-33). 

Conclusion 

5. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Karen L. Le whose telephone number is 571-272-7487. 
The examiner can normally be reached on M-F 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad F. Matar can be reached on 571-272-7488. The fax phone number 
for the organization where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

Karen Le 
KLL 

January 20, 2006 




